This state-supported organization which answers community-related questions was kind enough to provide us with data sheets of their calling distribution over time. The information from the data sheets is shown in chart 1.
All parameters for other random factors were collected either by manually measuring the time for voice scripts or the time of inputting digits over the phone key pad. We decided a maximum, minimum and average times, then used either a uniform or triangular distribution. An INSIGHT simulation model was constructed with the following assumptions based on our experiences and observations: a) Every day has the same calling pattern. b) Among the calling population, 80% of the callers are first-time callers. c) All new callers and 10% of old callers will refer to the help menu before proceeding with any options. d) When a caller punches in codes from a touch tone phone pad, there will be 10% chance that he makes a mistake and tries again. e) Up to 3% of credit cards cannot be confirmed for various reasons which causes operation to terminate. f ) There is only one modem in the system used for confirming the caller's credit. For the initial simulation we restricted callers to a maximum of ten recordings that could be listened to during each call.
Results and Conclusion
The results with 50 replications for each parameter setting are shown in Chart 2. We can clearly see the relationships between the number of lines and the caller volume. On the basis of these results, we calculated a 95% confidence interval for every test point (the mean of percentage busy from the 50 means of each repetition).
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To examine the impact of callers being allowed to listen to more than 10 recordings, we ran one simulation with 50 repetitions and a maximum of 20 recordings to be listened to. (also shown in Chart 2). The mean time on the system rose from 5 min. 11 sec to over 7.5 minutes resulting in an increase of busy lines of almost 20%. Other simulation results, such as modem utilization (0.2%), were not significant and are negligible.
Based on the risk that management is willing to take, the following guidelines are recommended:
Minimum I Calling volume per Day required I conservative I risky These recommendations are based on the assumption that the maximum number of recordings a caller can retrieve is limited to 10 recordings during peak calling times.
The first version of Find-It has been developed based on this recommendation. The system used four lines and expected to have 120 to 150 calls per day. Our experience of monitoring the system during the first two months shows that our recommendations are valid, although conservative. 
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